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199—22.4(476) Customer relations.

22.4(1) Customer information.

a.  Each utility shall:

(1) Maintain up-to-date maps, plans, or records of its entire exchange systems. These maps shall
be available for board examination at a location within lowa during regular office hours and will be
provided to the board upon request. These are not the same maps as the boundary maps described in
subrule 22.20(3).

(2) Whenever a residential customer or prospective residential customer requests local exchange
service from a utility, and the customer indicates a desire to be informed of the lowest priced service
alternatives available for local exchange service, the utility shall inform that customer of the lowest
priced alternative available from that utility, based only on monthly recurring rates for flat-rated services,
at the relevant location.

(3) Notify customers affected by a change in regulated rates or schedule classification.

(4) Furnish such additional information as the customer may reasonably request.

b.  Inquiries for information or complaints to a utility shall be resolved promptly and courteously.
Employees who receive customer telephone calls and office visits shall be qualified and trained
in screening and resolving complaints, to avoid a preliminary recitation of the entire complaint to
employees without ability and authority to act. The employee shall provide identification to the
customer which will enable the customer to reach that employee again if needed.

All local exchange utilities shall notify their customers, by bill insert or notice on the bill form, of the
address and telephone number where a utility representative qualified to assist in resolving the complaint
can be reached. The bill insert or notice shall also include the following statement: “If (utility name) does
not resolve your complaint, the service may be subject to state regulation. You may request assistance
from the Iowa Ultilities Board, 350 Maple Street, Des Moines, lowa 50319-0069, (515)281-3839 or
toll-free (877)565-4450 or E-mail iubcustomer@iub.state.ia.us.”

The bill insert or notice on the bill will be provided no less than annually. Any utility which does not
use the standard form contained herein shall file its proposed form in its tariff for approval. A telephone
utility which provides local exchange service and issues an annual directory shall publish the information
set forth above in its directory in addition to a mailing.

22.4(2) Customer deposits. Each utility may require from any customer or prospective customer a
deposit intended to guarantee payment of bills for service. The deposit required shall be confirmed in
writing to the customer not later than the time of the next billing. The confirmation shall, in separate
columns, itemize deposits for local exchange service and unregulated services. The confirmation shall
state that no deposit other than for local exchange service is required to obtain local exchange service.
The confirmation must also reflect the limits as to low-income customers in 199—subparagraph
39.3(2)“b(4).

a. Deposits for local exchange service shall not be more in amount than the maximum charge for
two months of local exchange service, or as may reasonably be required by the utility in cases involving
service for short periods of time or special occasions. The deposit amounts must also reflect the limits
as to low-income customers in 199—subparagraph 39.3(2)“b "(4).

b.  Interest on customer deposits. Interest shall be paid on deposits associated with regulated rates.
Interest on such deposits shall be computed at 7.5 percent per annum, compounded annually. Interest
shall be paid for the period beginning with the date of deposit to the date of refund or to the date that
the deposit is applied to the customer’s account, or to the date the customer’s bill becomes permanently
delinquent. The date of refund is that date on which the refund or the notice of deposit refund is forwarded
to the customer’s last-known address. The date a customer’s bill becomes permanently delinquent,
relative to an account treated as an uncollectible account, is the most recent date the account became
delinquent.

c.  Each utility shall keep records to show:

(1) The name and address of each depositor.

(2) The amount and date of the deposit.

(3) Each transaction concerning the deposit.
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d.  Each utility shall issue a receipt of deposit to each customer from whom a deposit is received,
and shall provide means whereby a depositor may establish claim if the receipt is lost.

e.  The deposit shall be refunded after not more than 12 consecutive months of prompt payment
(which may be 11 timely payments and one automatic forgiveness of late payment). The account shall
be reviewed after 12 months of service and if the deposit is retained it shall again be reviewed at the end
of the utility’s accounting year or on the anniversary date of the account.

f Unclaimed deposits. The utility shall make a reasonable effort to return each unclaimed deposit
and accrued interest after the termination of the services for which the deposit was made. The utility shall
maintain a record of deposit information for at least two years or until such time as the deposit, together
with accrued interest, escheats to the state pursuant to lowa Code section 556.4, at which time the record
and deposit, together with accrued interest less any lawful deductions, shall be sent to the state treasurer
pursuant to lowa Code section 556.11.

g Unclaimed deposits, together with accrued interest, shall be credited to an appropriate account.

h. A new or additional deposit for local exchange service may be required to cover the amount
providedin “a” above when a deposit has been refunded or the customer’s payment history demonstrates
a deposit is or continues to be appropriate. Written notice shall be mailed advising the customer of any
new or additional deposit requirement. The customer shall have no less than 12 days from the date of
mailing to comply. The new or additional deposit shall be payable at any of the utility’s business offices
or local authorized agents. An appropriate receipt shall be provided. No written notice is required to be
given of a deposit required as a prerequisite for commencing initial service.

i. A customer who fails to pay a new or additional deposit for local exchange service may be
disconnected under the provisions of the written notice and 22.4(5).

22.4(3) Customer billing, timely payment, late payment charges, payment and collection
efforts. Each utility’s tariff rules shall comply with these minimum standards.

a. Billing to customers shall be scheduled monthly. A utility with unusual circumstances may
obtain authority from the board for billing at other than monthly intervals.

b. Rescinded IAB 2/6/91, effective 3/13/91.

c¢.  The bill form or a bill insert shall provide the following information:

(1) The dates at the beginning and end of the billing period for transmission services, service
charges, and other services and equipment.

(2) The last date for timely payment shall be clearly shown and shall be not less than 20 days after
the bill is rendered. The bill shall be considered rendered to the customer when deposited in the U.S.
mail with postage prepaid. If the delivery is by other than U.S. mail the bill shall be considered rendered
when delivered to the last-known address of the party responsible for payment.

(3) The amount of the net charge, stated by category, for local transmission service, ancillary
services and equipment, toll service, information service, sales tax and excise tax, and of any late payment
charge together with the gross amount of the bill, with separate entries for total amounts current or in
arrears. The utility shall comply with reasonable requests for bill detail.

(4) Each disconnection notice shall state that access to local exchange service shall not be denied
for failure to pay for deregulated services.

(5) The requirements of subparagraph (1) above shall not apply to calls billed by interexchange
utilities, including AOS companies.

(6) The requirements of subparagraphs (2), (3) and (4) above shall not apply to calls billed to a
commercial credit card.

d. Late payment charges for services associated with regulated rates. Where net and gross amounts
are billed to customers, the difference between net and gross is a late payment charge and is valid only
when it is part of a delinquent bill payment. A late payment charge shall not exceed 1.5 percent per
month of the past-due amount. No collection fee may be levied in addition to this late payment charge.
This does not prohibit cost-justified charges for disconnection and reconnection of service.

e. Ifthe customer makes a partial payment in a timely manner, and does not designate the service
or product for which payment is made, the payment shall first be applied to the undisputed balance for
basic local service, with the remainder applied on a pro-rata basis to regulated utility services. If an



IAC Ch22,p3

amount remains, it may then be applied to deregulated and nonregulated services. The late payment
charge provision should be applied to only the outstanding balance for utility services, except interstate
toll and related taxes.

£~ Each account shall be granted not less than one complete forgiveness of a late payment charge
each calendar year. The utility’s rules shall be definitive that on one monthly bill in each period of
eligibility, the utility will accept the net amount of such bill as full payment for such month after
expiration of the net payment period. The rules shall state how the customer is notified the eligibility
has been used. Complete forgiveness prohibits any effect upon the credit rating of the customer or
collection of late payment charge.

g All residential customers shall be permitted to have a last date for timely payment changeable
for cause in writing; such as, but not limited to, 15 days following the approximate date each month upon
which income is received by the person responsible for payment.

h.  Maximum payment required for initial network access shall comply with the total derived in
accord with these rules and specified in the filed tariff.

(1) An applicant for network access, who under the tariff credit rules is required to make a deposit
to guarantee payment of bills, may be required to pay the service charges and deposit prior to access. An
applicant not required to make a deposit shall not be billed a service charge earlier than the first regular
monthly bill.

(2) The amounts required must comply with 22.4(2), 22.4(5) and 22.4(7).

i.  Maximum payments required by an active account or inactive account, for restoration of service
of the same class and location as existed prior to disconnection, shall be the total of charges derived for
reconnection and must comply with 22.4(2), 22.4(5) and 22.4(7). Only charges specified in the filed
tariff shall be applied.

j. The utility may initiate collection efforts with the issuance of a final bill when the termination
of service is at the customer’s request. For all other bills no collection effort other than rendering of the
bill shall be undertaken until the delinquency date.

k. Undercharges. The time period for which a utility may back bill a customer for undercharges
shall not exceed five years unless otherwise ordered by the board.

[ Overcharges. The time period for which the utility is required to refund or credit the customer’s
bill shall not exceed five years unless otherwise ordered by the board. Refunds of $25 or more shall be in
the form of checks to current customers. Checks are to be issued to former customers where the refund
exceeds $10. Refunds to current customers of less than $25 may be in the form of a bill credit. Refunds
for local exchange service may not be applied to unpaid amounts for unregulated services.

22.4(4) Customer complaints.

a. Complaints concerning the charges, practices, facilities, or service of the utility shall be
investigated promptly and thoroughly. The utility shall keep a record of such complaint showing the
name and address of the complainant, the date and nature of the complaint, its disposition, and all
other pertinent facts dealing with the complaint, which will enable the utility to review and analyze
its procedure and actions. The records maintained by the utility under this rule shall be available for
inspection by the board or its staff upon request.

b.  Each utility shall provide in its filed tariff a concise, fully informative procedure for the
resolution of all customer complaints.

c.  The utility shall take reasonable steps to ensure that customers unable to travel shall not be
denied the right to be heard.

d.  The final step in a complaint hearing and review procedure shall be a filing for board resolution
of the issues.

22.4(5) Refusal or disconnection of service. Notice of a pending disconnection shall be rendered and
transmission service refused or disconnected as set forth in the tariff.

The notice of pending disconnection required by these rules shall be a written notice setting forth
the reason for the notice, and the final date by which the account is to be settled or specific action taken.
The notice shall be considered rendered to the customer when deposited in the U.S. mail with postage
prepaid. If delivery is by other than U.S. mail, the notice shall be considered rendered when delivered
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to the last-known address of the person responsible for payment for the service. The final date shall be
not less than five days after the notice is rendered.

One written notice, including all reasons for the notice, shall be given where more than one cause
exists for refusal or disconnection of service. This notice shall include a toll-free or collect number
where a utility representative qualified to provide additional information about the disconnection can be
reached. The notice shall also state the final date by which the account is to be settled or other specific
action taken. In determining the final date, the days of notice for the causes shall be concurrent.

Service may be refused or disconnected for any of the reasons listed below. Unless otherwise
stated, the customer shall be provided notice of the pending disconnection and the rule violation which
necessitates disconnection. Furthermore, unless otherwise stated, the customer shall be allowed a
reasonable time in which to comply with the rule before service is disconnected. Except as provided
in 22.4(5)“a,” “b,” “c,” “d,” and “e,” no service shall be disconnected on the day preceding or day
on which the utility’s local business office or local authorized agent is closed. Service may be refused
or disconnected:

a.  Without notice in the event of a condition on the customer’s premises determined by the utility
to be hazardous.

b.  Without notice in the event of customer’s use in such a manner as to adversely affect the utility’s
equipment or the utility’s service to others.

¢.  Without notice in the event of tampering with equipment furnished and owned by the utility.

d.  Without notice in the event of unauthorized use.

e.  Forviolation of or noncompliance with the utility’s rules on file with the board, the requirements
of municipal ordinances or law pertaining to the service.

£ For failure of the customer or prospective customer to furnish service equipment, permits,
certificates or rights-of-way specified to be furnished in the utility’s rules filed with the board as
conditions for obtaining service, or for the withdrawal of that same equipment or the termination of
those permissions or rights, or for the failure of the customer or prospective customer to fulfill the
contractual obligations imposed upon the customer as conditions of obtaining service by a contract filed
with and subject to the regulatory authority of the board.

g For failure of the customer to permit the utility reasonable access to its equipment.

h.  For nonpayment of bill or deposit, except as restricted by 22.4(7), provided that the utility has
made a reasonable attempt to effect collection and:

(1) Has provided the customer with 5 days’ prior written notice with respect to an unpaid bill and
12 days’ prior written notice with respect to an unpaid deposit, as required by this rule; disconnection
may take place prior to the expiration of the 5-day unpaid bill notice period if the utility determines, from
verifiable data, that usage during the 5-day notice period is so abnormally high that a risk of irreparable
revenue loss is created.

(2) Is prepared to reconnect the same day if disconnection is scheduled for a weekend, holiday or
after 2 p.m.

(3) Inthe event of a dispute concerning the bill, the telephone company may require the customer
to pay a sum of money equal to the amount of the undisputed portion of the bill. Following payment of
the undisputed amount, efforts to resolve the complaint, using complaint procedures in the company’s
tariff, shall continue and for not less than 45 days after the rendering of the disputed bill, the service shall
not be disconnected for nonpayment of the disputed amount. The 45 days may be extended by up to 60
days if requested of the utility by the board in the event the customer files a written complaint with the
board.

22.4(6) Medical emergency. Disconnection of a residential customer shall be postponed 30 days if
an existing medical emergency of the customer, a member of the customer’s family, or any permanent
resident of the premises where service is rendered would present an especial danger to the health of any
permanent resident of the premises. Indicators of an especial danger to health include, but are not limited
to: age; infirmity; mental incapacitation; serious illness; physical disability, including blindness and
limited mobility; and any other factual circumstance which may indicate a severe or hazardous health
situation. The telephone utility may require written verification of the especial danger to health by a
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physician or a public health official, including the name of the person endangered, and a statement that
the person is a resident of the premises in question. Initial verification may be by telephone, but the
telephone utility may require a written verification within 5 days of the verification of the especial health
danger by the physician or a public health official, including the name of the person endangered and a
statement that the person is a resident of the premises in question. If the service has been disconnected
within 14 days prior to verification of illness for a qualifying resident, service shall be restored to that
residence if a proper verification is thereafter made in accordance with the foregoing provisions. If the
customer does not make payment during the 30-day period, the service is then subject to disconnection
pursuant to subrule 22.4(5).

22.4(7) Insufficient reasons for refusal, suspension or discontinuance of service. The following
shall not constitute sufficient cause for refusal, suspension or discontinuance of service to a present or
prospective customer:

a. Delinquency in payment for service by a previous occupant of the premises to be served.

b.  Failure to pay for terminal equipment, inside station wiring or other merchandise purchased
from the utility.

c.  Failure to pay for a different type or class of public utility service.

d.  Failure to pay the bill of another customer as guarantor thereof.

e. Permitting another occupant of the premises access to the telephone utility service when that
other occupant owed an uncollectible bill for service rendered at a different location.

f Failure to pay for yellow page advertising.

g Use of an auxiliary directory cover.

h.  Failure to pay for information service not regulated by the board.

i.  Failure to pay for deregulated services.

22.4(8) Temporary service. When the utility renders temporary service to a customer, it may require
that the customer bear all the cost of installing and removing the service facilities in excess of any salvage
realized.



